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Document Purpose and Objective 

ƴPurpose and Objectives of this document include:  

ï Providing additional details regarding the recommended initiatives, include Gartnerôs perspective 

on best practice material and approaches  

ï Show sample artifacts where applicable  

ï Define initial steps and activities necessary to successfully launch each recommended initiative 

ƴThis is a supporting document that is based on the information presented in the IT 

Assessment Recommendations and Final Report presentations  
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Listing of Initiatives Suggested By Gartner 

Domain Category Initiative  Timeframe 

D
e
m

a
n
d

 

IT Contribution D1. Create Business Relationship Management Program Immediate  

IT Contribution D2. Integrate IT Planning with Business Goals Near term, 

iterate 

C
o
n
tr

o
l Governance C1. Create a County Wide IT Governance Structure Immediate, 

iterate 

IT Financial 

Management 

C2. Develop a Financial Planning and Reporting 

Program 

Secondary 

S
u
p
p

ly
 

IT Services S1. Develop County Technology Refresh Program Immediate  

IT Services S2. Mature the IT Service Management Program Ongoing, 

maintain focus 

& measure 

Enterprise 

Architecture  

S3. Establish a County Wide Enterprise Architecture (EA) Near term, 

iterate out of 

projects 
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Demand 

D1: Improve IT and  

Business Dept. 

Relationships 

D2: Integrate IT 

Planning with 

Business Goals 

Control 

C1: Create a County 

Wide IT Gov. 

Structure 

C2: Develop a 

Financial Planning 

and Reporting 

Approach 

Supply 

S1: Develop County 

Technology Refresh 

Program 

S2: Mature the IT 

Service Mgmt 

Program 

S3; Establish a 

County Wide EA 

 

Suggested Initiative - Roadmap and Milestones  

2014 Q1 

A. Define Service Approach 

and BRM Function  

Initiate County Wide PPM Reporting 

Activity Milestone 

2014 Q2 2014 Q3 2014 Q4 2015 Q1 2015 Q2 2015 Q3 2015 Q4 

B. Expand Function and Staff 

A. Define Governance 

Approach 

A. Develop a Financial 

Planning and Reporting Model  

A. Invest in a Technology Refresh for Desktop, Server & Storage 

B. Implement Financial 

Planning and Reporting 

C. Develop Financial 

Showback 

Initiate Financial Reporting 

A. Mature and Grow IT Service Management Approach 

B. Iterate IT 

Strategy 

A. Establish EA: Technology 

and Solution Context  

B. Define and Plan for Future 

Technology Needs 

B. Expand EA: Information and 

Business Context 
C. Define Alignment with 

County IT Strategy 

Complete Hardware Refresh 

A. Develop a Business Goals 

Driven IT Strategy  

C. Monitor and 

Refine   
B. Deploy Governance Framework 

BRM: Business Relationships Manager 

PPM: Project and Program Management 

EA: Enterprise Architecture 
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Summary of Recommendation Components and Near Term Roadmap 

D1. Create Business Relationship Management Program 

Recommendation Components 

ÁPlan and refine program: 

ÁDefine structure, approach, and staffing needs for service delivery 

ÁDefine key metrics for tracking performance 

ÁDefine role of the Business Relationships manager, differentiating from other responsibilities such as 

App Support 

ÁDetermine each departmentôs need for a BRM resource 

ÁCreate job posting and being assigning or hiring BRM staff 

ÁConduct pilot of program 

  

July - Sept 

Plan Program ï Define and Refine 

Structure, Metrics and Responsibilities  

Conduct Pilot Program  

Oct - Dec April ï June 

Initiative 

Milestone 

Create Post, Begin Hiring / Assigning BRM staff 

Determine each departmentôs need 

for a BRM resource  
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Summary of Recommendation Components and Near Term Roadmap 

D2. Integrate IT Planning with Business Goals 

Recommendation Components 

ÁWork with business to understand their strategies, including: 

ÁCurrent year and future vision, principles, and goals 

ÁCapture all relevant metrics and other traceable objectives 

ÁDefine IT objectives, imperatives, and initiatives necessary to meet the business strategies  

ÁCreate the IT strategy for the county 

ÁConduct gap analysis based on ITSôs ability to to meet business strategies 

ÁDefine and prioritize initiatives, including timeframes and budgets 

ÁCommunicate the IT Strategy  

ÁSocialize and gather buy-in for the plan with County Senior Executives 

ÁDefine repeatable annual IT planning process, including investment analysis and prioritization 

Oct - Dec 

Define the Business 

Strategy  

Communicate 

Strategy  

Complete the Annual IT Strategy 

Jan - Mar July - Sept 

Initiative 

Milestone 

Define the IT initiatives 

Create the IT Strategy for the 

County 

Define Annual Planning 

Process 

Q2 
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Recommendation Components and Near Term Roadmap 

C1. Create a County Wide IT Governance Structure 

Recommendation Components 

ÁDefine the scope and guiding principles of the governance structure  

ÁDefine decision-making structure, includes the entities involved and their roles and responsibilities  

ÁDefine decision-making forums / committees 

ÁDefine the decision making criteria, including metrics to tracked and reported on 

ÁDefine responsibilities for inputs, accountability, communications, etc. for the governing bodies involved in 

governance structure  

ÁAssign resources and develop a communications plan  

ÁDeploy governance, rolling out through a pilot program 

Define Scope of 

Governance 

Governance structure defined 

Initiative 

Milestone 

Define Governance Structure 

Develop 

Communication Plan 

Deploy and Refine Governance Processes 

July - Sept Oct - Dec April ï June Jan - Mar 
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Summary of Recommendation Components and Near Term Roadmap 

C2. Develop a Financial Planning and Reporting Program  

Recommendation Components 

ÁDefine the scope and goals for IT Financial Management (ITFM)  

ÁDefine the the financial tracking and reporting structure for the ITFM operations 

ÁBuild on existing governance processes and the service delivery approach 

ÁDefine and select the appropriate project and operational metrics to track  

ÁPilot the ITFM process for a controlled function and refine 

ÁAutomate process through reporting tools (e.g., dashboards) and ITFM management tools 

ÁAdoption of tools should be based on an evaluation and business case 

Oct - Dec 

Define the ITFM 

goals  

Pilot ITFM Program 

Define ITFM approach 

FY14 Q4 ï FY15 ï Q1 July - Sept 

Initiative 

Milestone 

Define ITFM Reporting 

and Operating Structure 

Define Metrics 

Automate ITFM Processes and 

Reporting 

Q1 
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Recommendation Components and Near Term Roadmap 

S1. Develop County Technology Refresh Program 

Recommendation Components 

ÁWork with departments to prioritize define desktop computing refresh needs 

ÁDefine priorities based on user types 

ÁDefine risk factor for aging infrastructure and tools 

ÁEvaluate ability to create standards / a catalogue to define technology offerings and configurations  

ÁDefine strategy to simplify desktop environment  

ÁDefine a data center (DC) modernization strategy 

ÁPlan and implement the technology refresh deployment plan 

 

Prioritize 

Refresh Needs 

Initiative 

Milestone 

Define Desktop 

Strategy 

Plan and Implement Technology Refresh  

FY14 Q3-Q4 Oct - Dec FY14 Q1-Q2 FY15 Q1-Q2 

Define DC 

Strategy 
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Recommendation Components and Near Term Roadmap 

S2. Mature the IT Service Management (ITSM) Program  

Recommendation Components 

ÁMature existing ITSM processes 

ÁTrack and analyze metrics for all existing processes 

ÁContinue to train staff on ITSM (ITIL) standards 

ÁEstablish help desk as the single-point of contact for service issues 

ÁGrow ITSM processes based on requirements and capabilities  

ÁDefine SLAs and metrics with business 

ÁSelect and implement ITSM tool 

ÁComplete and formalize existing Disaster Recovery (DR) and Business Continuity (BC) Planning 

Mature ITSM Existing Processes 

Initiative 

Milestone 

Establish Helpdesk as Single Point of Contact 

Grow ITSM Processes 

Define SLAs and Metrics 

FY14 Q3 to FY15 Q1 ï Q2 

Implement an ITSM Tool 

July - Sept April ï June 

Complete and Formalize DR and BC Planning 
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Summary of Recommendation Components and Near Term Roadmap 

S3. Establish a County Wide Enterprise Architecture (EA)  

Recommendation Components 

ÁDefine requirements, scope and strategy for EA in Maui 

ÁEvaluate and adopt an appropriate industry standard framework 

ÁEvaluate internal skills and abilities to implement EA 

ÁIf gap exists, hire resources or source an external service provider to drive effort 

ÁBegin initial development and deployment of components, artifacts, and metrics 

ÁEvaluate ability to build artifacts as part of projects  

ÁGrow scope of EA over time, such as to maturing components and standards, creating a business reference and 

information architectures, etc. 

ÁUpdate and mature EA standards with the changing business needs over time 

Define Requirements and 

Scope 

Grow Scope and Mature EA 

Initiative 

Milestone 

Determine Resource(s) to 

Lead the EA Strategy 

Begin Development and Deployment of EA  

Q1 Oct - Dec FY14 Q4 ï FY15 ï Q1 July - Sept 
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Roadmap 

Recommendation Summary and Development Components (Cont.) 

Recommendation Development Components 

S3. Establish a County Wide 

Enterprise Architecture (EA) 

ÁDefine operational requirements that driver server architecture plan 

ÁAssess alternatives ï value, cost, schedule, risk 

ÁSelect alternatives 

ÁImplement 

ÁManage and measure performance 

 

ÁTactically: Identify and fix IT Infrastructure high risk exposures 

ÁDefine operational requirements that drive architecture plan 

ÁAssess alternatives ï value, cost, schedule, risk 

ÁSelect alternatives 

ÁImplement 

ÁManage and measure performance 
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Initiative D1   

Create Business Relationship Management Program ï Description  

Overview:  Expected Benefits:  

Overall goal is to improve the working relationship and 

processes between IT and the Business through several 

different activities. Key function is to define the IT Service 

Delivery approach based on a Process-Optimizing 

approach.  Business Relationship Manager (BRM) role 

can play a key role in helping to make this effort 

successful - both in ITôs ability to successfully deliver 

service to the business and to ensure the business needs 

are understood and represented to IT.  

 

These resources must have appropriate influence 

internally, and they must understanding the culture, 

collaborate across organizational boundaries, be able to 

think strategically, and comprehend customer needs. 

Å Increased transparency and 

expectations for ITôs service offerings 

and processes 

Å Improved ability to support the 

success of business goals  

Å Improved communications between IT 

and Business  

Å Improved business demand 

management and tracking 



Engagement: 330011842 

© 2012 Gartner, Inc. and/or its affiliates. All rights reserved.  

Gartner is a registered trademark of Gartner, Inc. or its affiliates. 
13 

Initiative D1   

Create Business Relationship Management Program ï Key Actions  

Activities  Timeline:  

A. Define Service Approach and BRM Function  

Á Define structure for service delivery, including defining the necessary people, 

skills, structures, processes, etc.  

Á Establish basic measures (quantitative and qualitative) to be used in defining 

success for the business and IT 

Á Define BRM role (e.g., responsibilities, skills, and competencies), including scope 

of the function across business / IT  

Á Differentiate responsibilities from related roles, e.g., App Managers 

Á Design the reporting structure and shared performance metrics 

Á Determine each departmentôs need for a BRM resource 

Á Assess internal candidates and determine needs for external hires 

Á Key: Pilot program with a small number of resources and departments 

4 - 6 months 

B. Expand Function and Staff 

Á Refine process and structure based on pilot program 

Á Grow the BRM function by adding staff and additional departments  

Á Expand the performance metrics tracked along with the reporting functions, seek 

to combine this effort with the IT Governance structure processes and structure  

6 - 8 months 
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Initiative D1  

Improve Business IT Relationship Actions ï Best Practice Discussion 

The following slides provides best practice information in support of recommended 

actions:  

Key Action Objective Best Practice Summary 

Define structure for 

service delivery 

Define service levels 

and capabilities  

Service Maturity Model 

Future Target Objectives 

Establish Service 

Measurement 

 

Scorecard and Metrics: Three Domains for 

Measurement 

Guidelines for Measurement 

Seeking Metrics: Key Principles 

Establish Business 

Relationship 

Management 

Capability 

Business Relationship 

Manager (BRM) 

Roles and Success Criteria 

Effectiveness of the Business Relationship / 

Liaison Function 

BRM Target Measures 
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Initiative D1   

Improve Business IT Relationship ï Execution 

ƴThe key to improving the Business and IT Relationship is to first define Mauiôs approach 

for IT Service Delivery 

ï Gartner recommends targeting a Process-Optimizing Focus 

ï Sub-set elements for organizational structure, people, skills, sourcing, etc. must all be considered 

and address for the Service Delivery approach 

ƴMaui must developed metrics to measure the effectiveness of ITôs service delivery 

ï Scorecards and metrics should be explicitly developed for both IT and the Business 

ï Mauiôs approach and focus should be that (IT as a service organization  cannot optimize what it 

does not manage and trackò 

ƴTo drive the success of this initiatives, Maui IT must assign Business Relationships 

Managers (BRMs) to work with assigned business units in understanding their 

business, defining their technology needs, and working as the liaison with IT 

ï For Maui, these resources may also play a BA function  
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Â No process design 

Â Traditional structure 

Â Individual focused 

Â Technical expertise 

Â In-sourced 

Â Budget-based funding 

model 

Â Opportunistic use of 

tools/automation 

 

 

D1. Improve IT Business Relationship ï Define Service Levels and Capabilities 

Service Maturity Model  

Asset 

B
u

s
in

e
s

s
 V

a
lu

e
 

Evolution 

Minimize Cost 

Adoption: 25%-30% 

Process 
Optimize  

Costs/Efficiency 

Adoption: 25%-30% 

 

Service 
Customer Focused 

Adoption: ~20% 

Profit Center 
Generate Revenue 

Adoption: <20% 

Â Process optimized 

Â Delivery based 
organizational structure 

Â Team focused 

Â Process expertise 

Â Selective sourcing 

Â Cost allocation funding 
model 

Â Tools/automation ð ñERPò 
back office approach to  
manage IT 
 

ñActs like a mature cost 
centerò  
 

Â Service-oriented process 
design 

Â Shared-services based 
organizational structure 

Â Collaboration focused 

Â Solution, relationship and 
business expertise 

Â Best sourced 

Â Chargeback funding 
model 

Â Tools/automation ð adds 
customer centric approach 
to managing IT 

ñActs like an External Service 
Provider.ò 
 

Service Maturity Model 

Â Business value 
contribution 

Â Endïto-end process 
design 

Â Business embedded 
organizational structure 

Â Business expertise and 
innovation expertise 

Â Primarily in-sourced with 
strategic multi-sourcing 

Â Profit/loss funding model 

Â Tools/automation ð 
internal development for 
competitive advantage 

Responder 

Problem Solver 

Differentiator 

Market Maker 

Utility Provider 

Maui is currently 

maturing along 

the Process 

category 
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D1. Improve IT Business Relationship ï Define Service Levels and Capabilities 

Future Target Objectives 

Asset 

(Low Cost)  

Process 

(Process optimized) 

Service 

(Business focus) 

IT as a Business 

(Highest value) 

Goal/Measures Minimize cost Optimize costs/ efficiency Happy customers/ 

effectiveness 

Business value 

contribution 

Process Design N/A Compliance to "standard" 

(generally ITIL or COBIT) 

Process improvements 

measured in relation to IT 

SLAs 

Process improvements 

measured in relation to 

market competitiveness 

Org. Structure Functional or 

technical silos  

Delivery focused: 

Process/function matrix 

with functional silos 

Shared Services: 

Process/function matrix 

with multidisciplinary 

process teams  

Business embedded: IT-

business matrix for core 

business processes or 

value centers  

People Individual ñheroò 

activities / rewards 

Team approach with  

functional SMEs  

Collaboration among team 

to meet customer needs 

IT SMEs work with bus. 

to generate results  

Skills Technical expertise Process expertise Solution, relationship and 
business  expertise 

Business expertise and 
innovation expertise 

Sourcing Mostly internal, 

some staff 

augmentation  

Mostly internal, selective 

sourcing for 

ñcommoditiesò 

Strategic sourcing based 

on explicit competitiveness 

of internal capabilities  

Strategic sourcing based 

on core capabilities and 

strategic intent for IT  

Funding Budget-based: No 

chargeback or only 

based on high-level 

allocation  

Cost allocation: Fixed 

budget and chargeback 

allocation for 

infrastructure; possibly 

chargeback for projects  

Chargeback: Cost or 

market-based fee for 

service; zero-sum project 

budgeting  

Business contribution: 

Market-based fee for 

service; profit/loss-based 

budget with discretionary 

revenue stream  

Potential Future 

Target 
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D1. Improve IT Business Relationship ï Establish Service Measurement  

Scorecard and Metrics: Three Domains for Measurement 

ƴScorecards and metrics should be explicitly developed for Business Leadership (value 

oriented) and line IT Management (operational controls) 

Value 

Measures 

Operational 

Scorecard 

Metrics and 

Benchmarks 

Business 
Strategy 

ÂEstablish baseline - measure IT 

ÂCompare to peers 

ÂSet operating targets 

ÂManage IT... 

Â ...In the context of the key IT goals 

Â ...With quantifiable targets 

ÂFocused on business-IT alignment 

Â In the language of the business 

ÂProviding context for managing IT 

Business Driven 

(Common Value Language) 

Fact-Based 
(Common Measurement 

 Language) 

Operating Controls 

IT Strategy 
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D1. Improve IT Business Relationship ï Establish Service Measurement   

Guidelines for Measurement 

ƴMeasure what you want to influence 

ƴDonôt report items that are always ñgreenò ï itôs a waste of management time 

ƴUse metrics to drive decisions to enable constructive change, not punishment 

ƴEvery metric should be linked (i.e., cause & effect), as a leading indicator, to business 

outcomes 

ƴLimited number of metrics, typically one to two per goal or business outcome 

ƴThe framework should provide metrics that allow and encourage comparisons, both 

internally and externally 

ƴWherever possible, the metrics chosen should be measurements that are readily 

available in automated business transaction systems 

ƴDo not start by choosing a tool ï prototype on spreadsheets, refine, and implement a 

tool only if substantial value is to be achieved 

 



Engagement: 330011842 

© 2012 Gartner, Inc. and/or its affiliates. All rights reserved.  

Gartner is a registered trademark of Gartner, Inc. or its affiliates. 
20 

D1. Improve IT Business Relationship ï Establish Service Measurement  

Seeking Metrics: Key Principles 

1. Every metric should be linked (i.e., cause & effect), as a leading indicator, to business 

outcomes. 

 

2. Limited number of metrics, typically one to two per goal or business outcome. 

 

3. The framework should provide metrics that allow and encourage comparisons, both 

internally and externally. 

 

4. Wherever possible, the metrics chosen should be measurements that are readily 

available in automated business transaction systems. 
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Key Responsibilities  

 

D1. Improve IT Business Relationship ï Establish Business Relationship Manager 

Roles and Success Criteria 

ƴAnticipating business demand and 

proactively raising potential needs 

ï Must be able to articulate the benefits of 

business needs 

ƴManaging the impact of IT-related 

change and conveying message to both 

business and IT 

ï Must understand the scope and magnitude 

of IT-intensive change initiatives 

ƴBridging planning and delivery ï 

including evaluating needs, submitting 

request forms, and tracking the success 

and business impact of projects through 

performance metrics 

Success Criteria  

ƴSelect individuals with the right mix of 

skills - a blend of business, IT and 

behavioral competencies ï so they retain 

credibility from all stakeholders 

ƴCreate dual reporting relationships and 

performance metrics ï report to both the 

BU being supported and IT 

ƴEnsure they have a senior role / title 

ƴMust understand and value the IT and 

business processes  

ƴMaintain familiarity with the operations of 

the business and industry, as well as 

emerging technologies in the market 

 

 
Help relationship managers gain credibility by starting on ñquick hitò projects 

and supporting them with deep IT and BU knowledge 
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D1. Improve IT Business Relationship ï Establish Business Relationship Manager 

Effectiveness of the Business Relationship / Liaison Function 

ƴThe role of BRM function can be the linchpin for success in many IT organizations 

ƴTrust in the BRM role is a key component to its success  

ƴRelationship Managerôs are most successful in organization that are focused on service  

ƴSuccessful BRMs are 

proactive, aligning IT 

services to business 

strategy and 

introducing new 

technology, rather 

than simply reacting 

to problems, resolving 

issues and funneling 

requests 
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D1. Improve IT Business Relationship ï Establish Business Relationship Manager  

Effectiveness of the Business Relationship / Liaison Function 

Through 2015, less than 20 percent of organizations will transform their culture to 

fully embrace being a service provider, up from less than 5 percent today.  

Reasons why business management increases 
IT transformation success rates: 

 

ÁBusiness management drives prioritization, 

funding and governance ð without which you 

cannot succeed in IT service management. 

ÁBusiness management encourages 

standardization through price transparency that 

pushes demand toward standard IT services. 

ÁBusiness management uses IT metrics to 

successfully communicate the business value of 

IT and gain continued IT funding.  

ÁEnterprises implementing IT service portfolio 

management and PPM will be better at managing 

investments. 

Maui should define, based best practice, a 
series of steps to become more tightly 
integrated with business users: 

 

1. Assign staff to dedicated Business 

Relationship Management Role with 

defined responsibilities  

2. Track and market successes 

3. Improve Project and Portfolio Management 

capability 

4. Integrate MAUI IT Leadership with the 

broader County leadership and planning 

process and structure 
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D1. Improve IT Business Relationship ï Establish Business Relationship Manager 

BRM Target Measures 

ƴAssessment plans will clearly depend on the specific role requirements. It is critical that 

short- and long-term goals be defined. 

ƴSome representative metrics are noted below ï ordered in terms of their suggested 

importance for Maui  

ï Improved strategic planning efforts ð ability for IT to effectively anticipate and plan for 

business unit needs so that they map to the operational plans of the business 

ï Solution match to business need ð higher use of critical applications, and fewer modifications 

and changes post-implementation and problem escalations 

ï Project outcomes ð expected business effects are achieved and measured, such as revenue, 

cost reductions, improvements in the cycle time or increases in speed to market 

ï Stakeholder satisfaction ð quantitative surveys of users and technology leaders that range 

from overall measures of satisfaction to assessments of specific activities 

ï Better communication ï with and across business units 

ï Comparative date ð industry benchmarks for cost and resource allocation 

ï Resource forecast ð ability to anticipate resource demands on IT and better IT Financial 

Management 

ï Project execution ï typically assessed in terms of time and budget 
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Initiative D2   

Integrate IT Planning with Business Goals ï Description  

Overview:  Expected Benefits:  

IT Contribution should define how IT will support the 

business goals and strategy.  Therefore, a successful IT 

strategy must be clearly and explicitly linked to the business 

goals and strategy.  

 

IT should collaborate with the business leads to gather their 

annual and longer term (two or three year) business 

objectives, aggregate these across the county, and evaluate 

the countyôs ability to meet these objectives.  

Å Explicitly alignment of IT Strategy 

with Mayorôs and County Councilôs 

Objectives 

Å Clear documentation of business 

goals 

Å Basis for conducting project 

investment evaluation and 

prioritization  
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Initiative D2   

Integrate IT Planning with Business Goals ï Key Actions  

Activities  Timeline:  

A. Develop the Business Goals Driven IT Strategy  

Å Work with all county departments to define their business goals and imperatives  

Å Translate business goals into supporting IT objectives  

Å Define ability of IT to meet future business needs and conduct a gap analysis for 

missing capabilities 

Å Define and prioritize initiatives to progress ITôs capabilities and service offerings  

Å Socialize and gather buy-in for the annual IT Strategy with County Senior 

Executives, such as the Mayor and Council 

Å Support creation of project prioritization and annual investment planning process 

based on business requests and needs 

 

3 - 4 months 

B. Iterate Strategy  

Á Leverage annual department business plans to conduct an annual renewal of the 

IT Strategy plan, looking at both near term (12 month) and longer term (24-36 

months) needs 

 

2 months 

(annually, 

ongoing) 
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Initiative D2   

Establish a Business Goals Driven IT Strategy ï Best Practice Discussion 

The following slides provides best practice information in support of recommended 

actions:  

Key Action Objective Best Practice Summary 

Develop a Business 

Goals Driven IT 

Strategy 

Define IT strategic 

planning 

Planning Justification 

Characteristics and Components 

Develop strategic 

planning framework 

 

Domain Summary 

Component Summary 

Annual Initiative Planning 
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Initiative D2   

Establish a Business Goals Driven IT Strategy ï Execution 

ƴBusiness strategy goals are the connection between the ITôs role and contribution to 

helping business be successful 

ƴBusiness strategy must be further defined as business capabilities, such as, improve 

online services for the public, increased accuracy for parcel data, improved reporting 

and data analysis, improve accuracy of tax collection 

ï This will guide how IT can delivery value to the business and ultimately to the public  

ƴThe three step progression will include: 

ï Defining the Business and IT strategy 

ï Defining the necessary capabilities to support the strategy 

ï Creating a plan of execution to achieve the goals 

ƴFurther, Maui must define the appropriate Service Delivery Approach and Functional 

Roles to support this effort 
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D2. Establish a Business Goals Driven IT Strategy ï Define IT Strategic Planning 

Planning Justification  

ƴ Looking back, IT organizations without a 

strategy often describe their current 

capabilities as óaccidentalô 

ï No critical mass of resources 

ï Massive complexity and reliance on heroes 

ï Cascading software and technology dependencies  

ï Long-running, immobile, unchangeable projects 

ƴ.... because those organizations certainly didnôt 

intend  to be that way 

ï No explicit declaration of the business direction 

ï No long-term objectives to guide project prioritization 

ï No plan or roadmap to guide investment selection 

ƴ In the long run, accidental IT strategies are 

substantially more expensive 

ï Missed opportunities for growth and differentiation 

ï Carrying costs of low value, high risk projects 

ï Substantial, real investments to correct, reorganize, 

modernize, standardize, rationalize, and simplify 

 

Today 3-5 years 

Long-Term 
Business 

Objectives C
a
p

a
b

ilitie
s
 

Time 

Short-Term 
Business 

Objectives Real or 
Opportunity 

Cost 

Long-Term Cost Without Strategy to Guide 

Required Capabilities 

Actual 
Objectives 

Met 

Without a Strategic Plan, IT tends to prioritize based on current capacity at the expense of 

longer-term business value 
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D2. Establish a Business Goals Driven IT Strategy ï Define IT Strategic Planning 

Planning Justification 

ƴ The pace and complexity of business changes 

continue to increase 

ï Business models and strategies are changing more frequently 

to match economies 

ï Commoditization of hardware and software are eliminating 

traditional barriers to entry 

ï Massive demand for and supply of information creates a 

wealth of opportunities 

ƴ To meet this relentless demand, businesses  

expect rapid IT responsiveness 

ï The notion of agile IT implies that, at current funding, IT  

can deliver more responsively and with greater capacity  

(ñdo more with lessò) 

ï Users are taking IT into their own hands: software as a service, 

social media, ñthe process of meò 

ï Leadership is pushing to cut costs and consolidate to the cloud 

ƴWithout responsive planning processes, the 

objectives sought after by IT may no longer be what 

the business still needs 

 

 

 

Today 3-5 years 

Changed 
Business 

Objectives 

Adjustments 
Guided by 

Strategic Plan 

C
a
p

a
b

ilitie
s
 

Time 

Short-Term 
Business 

Objectives 

Long-Term Cost Without Continual Strategic 

Planning to Guide Required Capabilities 

Real or 
Opportunity 

Cost 

Actual 
Objectives Met 

ƴWithout Continuous Strategic Planning, The Rapid Pace of Business and Technology Change Will 

Obsolete Once-And-Done Strategic Plans. 
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D2. Establish a Business Goals Driven IT Strategy ï Define IT Strategic Planning 

Planning Justification 

Strategy is about doing the right 

things; operations are about doing 

things right. As such, strategy defines 

the potential value of an enterprise, 

while operations are about delivering 

on that potential. 

ƴ For Business To Thrive In The Long-Term, IT Must 

Continually Plan Its Capabilities To Contribute The 

Right Things At The Right Time 

ƴ IT strategic planning is about progressively 

managing change in the direction of the business 

vision 

ï Periodically reassessing the business context to identify 

fundamental changes in the approach to IT 

ï Frequently testing the fit of IT strategic plans given 

changes in the business objectives 

ï Monitoring IT trends and drivers for positive impacts for 

investments  
Today 3-5 years 

Long-Term 
Business 

Objectives 

Adjustments 
Guided by Continuous 

Strategic Planning 

C
a
p

a
b

ilitie
s
 

Time 

Short-Term 
Business 

Objectives 

Long-Term Opportunity With Continuous Strategic 

Planning to Guide Capabilities 
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D2. Establish a Business Goals Driven IT Strategy ï Define IT Strategic Planning 

Characteristics and Components 

ƴ Enable or support a business strategy 

ï Whether or not the business strategy is well articulated, 

ï Existing or new, stable or volatile 

ƴ Clarify priorities and trade-offs  

ï Anchored in core values and principles 

ï Guides consistent and transparent decision-making 

ƴ Balance visionary thinking with pragmatic realities 

ï Long-term in mind, but 

ï Bounded by current constraints and capabilities 

ƴ Encourage an intentional, ongoing journey 

ï Manage change rather than react to it 

ï Adjust tactically rather than historically 

ƴ Incorporate external perspectives 

ï Ensure completeness and viability of vision 

ï Eliminate blind spots and learn from others 

 

Board Summary 

ÅBusiness strategy and capabilities required 

ÅITôs contribution to business success 

ÅDemand, control and supply implications for IT 

 

IT Strategy 

Sets the strategic direction for ITôs contribution to 

business success. 

 

IT Strategic Plan 

A detailed, rolling plan of the major initiatives to be 

executed by the IT organization in growing or 

transforming the business. 

 

IT Operating Plan 

A detailed plan of ITôs operations, focused on running the 

business in the short term, and in the direction of the 

long-term strategy. 

IT strategic planning is an ongoing declaration of mission, vision and objectives, bounding the right 

opportunities for attaining the business strategy, setting the roadmap for attaining those capabilities, and 

guiding all facets of the journey. 

IT strategic planning consists of.... IT strategic planning will.... 
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D2. Establish a Business Goals Driven IT Strategy ï Strategic Planning Framework  

Domain Summary 

Gartnerôs Proven IT Strategy Framework Focus On The Right Domains For Greatest Return On ITôs 

Contribution 

ƴ The framework has been shared with Maui on this project and be referenced at the start of all 

strategy definition efforts as the foundation of the domains to consider 

ƴ A sustainable IT strategy should address three fundamental underpinnings of profitability 

ƴ Demand: What does the business need, and how will IT contribute? 

ƴ Supply: What capabilities will IT provide to meet that demand? 

ƴ Control: How will the business and IT balance opportunities for growth, optimization, and risk-taking given 

changing demand conditions and with the appropriate investment in supply? 

 

 Demand Control Supply 

IT Governance 

IT Principles 

IT Financial Management 

Metrics 

IT Services 

People 

Business Success 

Business Capabilities 

IT Contribution 

Enterprise Architecture 

Sourcing 

Business Context 
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D2. Establish a Business Goals Driven IT Strategy ï Strategic Planning Framework  

Component Summary 

Demand Supply Control Action 

IT Governance 

IT Principles 

IT Financial Management 

Metrics 

IT Services 

People 

Business Success 

Business Capabilities 

IT Contribution 

Enterprise Architecture 

Sourcing 

Business Context 

Programs 

Roadmap 

Risks, Issues, and Mitigation Approaches 

Understand 
Business 
Demand 

Determine IT 
Direction 

Assess  
Capabilities 

Determine 
Required 
Actions 

Develop 
Roadmap 

 
Implement 

Strategy 

Business 
Imperatives 

IT 
Implications 

Vision 

IT Imperatives 

Operating 
Principles 

People 

Process 

Technology 

IT Initiatives 

Operating 
Model 

Governance 

Programs 

Timeline and 
Resources 

Business 
Cases 

Communicate 

Manage 

Monitor 


